Product and service quality is an important factor influencing customers' satisfaction. Customers' satisfaction level depends on the level to which customers' needs are met. Quality function deployment (QFD) is a valuable tool used for the conversion of customers' voice into product/service. However, Kano's model provides fundamental, motivating, and functional requirements for customers' satisfaction. Kano's model can be used in QFD matrix to ensure satisfaction of the most critical customers' needs. In the present study, the needs of Refah bank located in Shiraz are collected using Kano's questionnaire. Then, customers' requirements to be imported into house of quality are determined. Afterwards, customers' requirements are transferred to the house of quality matrix where their relationship and technical requirements is examined by experts in the banks. Finally, priority of technical and customers' requirements is determined. Results show that giving the same attention to different customers' requirements can waste an organization's energy. Companies that separate customers and rank customers' needs, focus on some specifications of their products/services that are of the highest importance for the customers. These companies, with this approach, will succeed in their objectives.
INTRODUCTION
Regarding the continuously enhancing environment, increase in environmental threats, and non-tractable factors of market, gent movement toward improvement does not suffice. In such environment, organizations need innovation to survive . Thus, novel management techniques are developed to achieve competitive advantages according to customers' view. One of the most important management and quality techniques which provide interaction among production, marketing, and sales sectors is the quality function deployment (QFD). This technique, as a novel method, firstly, studies the market and identifies customers. Then, *Corresponding author. E-mail: phd.seyedi@gmail.com. along with identifying customers' needs, it tries to embed customers' needs in design and production of products. Knowing the concept of quality leads to improvement in quality of products/services and increase in customers' satisfaction (Matzler et al., 2002) . Regarding remarkable weaknesses present in the quality of products and services provided in the Iranian organizations, the present research applies Kano's model and QFD to analyze quality status of products in the Refah bank.
The Kano model (theory of attractive quality) is generally applied to gain knowledge of customer needs (Chen and Su, 2006; Gerson, 2003) . Founder of the QFD model defines it as a method which translates customers' needs and expectations from a product to the product specifications (Akao and Glenn, 2003) .The process of QFD is a type of methodology for design of the products and services. The input of this process is customers' voices. The results of Tam (2004) reveal that customer satisfaction and perceived value significantly influence post-purchase behavior. Customers' needs and expectations are measures for development of products requirements, new products, or review. QFD needs inputs and decisions which are well provided through teamwork. Various studies have been conducted for development of QFD in order to increase its abilities. Kano's model is one of those studies which have been implemented in many industrial countries. Kano's model can help organizations to pay more attention to customers' needs and expectations (Franceschini and Terzago, 1998 ). The present paper presents an approach to integrate Kano's model with QFD through embedding Kano's model in one of the QFD'S stages. The integrated model aims to ensure customers' satisfaction and organization's goals realization. The major purpose of the current research is to identify and optimally prioritize needs of the bank's customers. Through achieving this purpose, appropriate strategies are presented to increase customers' satisfaction and bank services' quality. Franceschini and Terzago (1998) and Birdogan et al. (2009) applied both QFD and Kano's models. They designed industrial training courses based on Kano's model. Then, they changed the training courses using QFD and designed a similar model for Ski industry. Shen et al. (2000) designed customers' satisfaction concept according to Kano's model. They emphasized on innovation in product design to attract customers. Also, they proposed that Kano's model should share in determining attractive products and innovations of products. Tan and Shen (2000) proposed a combined approach to use QFD and Kano's models in order to pay attention to customers in website design. Garibay et al. (2011) collected customers' opinions on digital library through the questionnaire. They focused on some parts of library that had more relations with customers. Then, they used collected data in a combined Kano-QFD model to improve quality of digital libraries.
MATERIALS AND METHODS
In the present research, important service quality measures are identified using Kano's model. Then, the bank's customers' opinions are collected through the standard questionnaire of the Kano's model. After calculation of satisfaction and non-satisfaction coefficients, customers' requirements are identified. In the next step, the bank experts are interviewed to determine technical requirements in order to detect important measures for identification of technical requirements.
Nature of QFD
QFD deploys and embeds quality based customers' needs to all organizational units. QFD enables organizations to identify and solve problems related to quality, before any complaints from the customers. QFD is a system which converts customers' needs to appropriate products/services (Akao and Glenn, 2003) . A schematic diagram of house of quality is shown in Figure 1 .
Kano's model
Kano's model was developed by professor Kano to define service's quality based on customers' satisfaction. In Kano's model, customers' needs (quality of products/services) are categorized into three groups: basic, performance, and excitement qualities (Berger et al., 1993; Birdogan et al., 2009 ).
In quality engineering, basic quality, performance quality, and excitement quality are known as minimum requirement to enter into the market, minimum try to the market share, and factors for achieving competitive advantages, respectively ( Figure 2 ). According to Parasuraman (2004) and Parasuraman et al. (1985) , if the service presented falls within the zone of tolerance, customers will be satisfied and if the service is better than their desired service level, customers will perceive the service as exceptionally good, and be delighted (excitement). Mikulic and Prebežac (2011) further review the most commonly used techniques for the classification of quality attributes according to the Kano model.
Basic quality
Basic quality includes all basic specifications of products/services. If any basic specification is not embedded in the products/services, customers will get completely unhappy (Matzler et al., 2002) . (Berger et al., 1993) . 
Performance quality (one-dimensional)
This quality includes one-dimensional requirements for products and services. If these specifications are not designed, customers will be unhappy; while full satisfaction of these requirements would result in customer's satisfaction (Matzler et al., 2002) .
Excitement quality (attractive)
The third group of quality in Kano's model includes attractive needs which are not considered as requirements in customers' point of view when products and services are presented to them. The inability to meet this group of quality does not lead to customers' unhappiness but satisfying these needs results in high excitement and satisfaction of customers (Matzler et al., 2002) .
Classifying customers using Kano's questionnaire
To classify customers' needs according to Kano's model, a twoquestion type questionnaire could be used. For each specification of products/services, a question with two forms, negative and positive is presented. Customers select five choices for each of the two forms of the questions. Comparing customers' answers to negative and positive questions lead to Kano's evaluation table (Table 1) . After, pair comparison of type of quality (basic, performance, and excitement) is classified. Analysis of Kano's questionnaire using determining degree of the best and worst cases for each specification is shown in the Kano's evaluation table. In fact, results of Kano's evaluation table are used to determine how much each specification increases customers' satisfaction. To do so, results of Kano's table are used in the following equations and degrees of the best and worst cases are added to the model:
In preceding equations, frequency of each quality type is replaced in the corresponding letter. Using the equations, degrees of customers' satisfaction and non-satisfaction are obtained. Negative sign in the equations indicate degrees of decrease in customers' satisfaction.
Research procedure
The present research is a practical one according to its objectives. Results of the present study are proposed to the Refah bank to improve the services quality. In addition, the present research is a descriptive-survey study based on the execution technique. The statistical population of the current study includes all customers who are served by the bank. To determine the sample size, questionnaires are firstly distributed among 400 people. Then, the result of the standard deviation is put in the pre-test equation and 168 people are selected as the final statistical population. In the present research, questionnaires of Kano's model are used to gather required data. The questionnaire is designed to get customers' opinions about different aspects of service quality by answering practical and non-practical questions. The questionnaire consists of 23 practical and 23 non-practical questions. The research methodology includes the steps as shown in Figure 3 .
Case study: Refah bank
Refah bank was founded in 18 August 1960, following the execution of article 39 of the year 1388's budget law and article 38 of social insurances organization, for the investment and utilization of workers premiums to assist in the improvement of welfare and provide required facilities to meet workers' needs. Refah bank started its operations in 26 March 1961, through opening up the central branch in Tehran and the Isfahan's branch. The initial capital of the Refah bank was 400 million Rials, which was funded by the social security organization. The Refah bank is a well-known trade bank, with 51 years' experience, 10,821 employees, and 1,072 active branches across the country, and it tries to make the people satisfied through providing favourable banking services. The Refah bank is known by reputable international banks as one of the most reputed trade banks. This bank with agents selected from the world first ranked banks satisfies customers' needs on international banking transactions.
RESULTS

Data analysis
After gathering data, it is determined that out of 23 questions (46 practical and non-practical questions), 8, 9, and 6 questions are basic, performance, and excitement qualities, respectively. Customers' answers are collected in a matrix and Kano's evaluation table is formed. The major role of this table is to convert two sides of a question to an answer to transfer to results' matrix. Table  2 shows the results. Table 3 indicates degrees of customers' satisfaction/ non-satisfaction from the quality factors. It also shows the results of equation used to calculate the customers' nonsatisfaction coefficient. The service quality measures are categorized by; basic, performance and excitement requirements.
Generally, specifications corresponding to each type of quality are as follows: Regarding the results, customers expect that basic quality specifications are met and any shortage in these specifications would lead to intense customers' nonsatisfaction. Also, customers expect the more and better performance quality specifications in services. However, they would tolerate any shortage in these specifications. In the present research, questionnaire is used to gather customers' opinions. Also, customers' needs and expectations are prioritized and transferred to the house of quality matrix. In Kano's model, customers' needs are classified into three groups: basic, performance, and excitement. In this study, excitement quality needs are grouped into the first priority. Performance quality specifications are put in the second priority. Finally, basic quality specifications are put in the last priority. Table 4 shows results of prioritization.
Technical requirements
After identification and determination of customers' requirements, technical requirements are determined. To do so, top managers and experts of the bank determined technical requirements regarding customers' requirements. Table 5 shows the technical requirements. Table 6 shows the results of prioritizing customers' requirements. Using gathered data, house of quality matrix is drawn. After drawing the house of quality matrix and determining the degrees of relationship between customers' quality needs and technical features in the relation matrix, quality and technical specifications are prioritized. Figure 4 shows the house of quality matrix.
Drawing house of quality matrix
The present study was conducted to identify and determine the Refah bank customers' needs regarding the banking services. At first, we determine the criteria and measures which were more important to customers. To do so, the Kano model standard questionnaire described in detail in previous sections was used. Then, we did an initial prioritization of the customers' needs ( Table 4 ). The important point here is if that these needs are regardless of the organization resources, then they are not reliable or in other words, they are raw. Therefore, we collected the bank experts' opinions to use them as the technical requirements in the house of quality matrix. After identification of customers' requirements (CR) and technical requirements (TR), these items were transferred to the house of quality matrix. Then, after calculations (Table 6 and Figure 4 ), we got new priorities for customers requirements and needs (steps and the calculation procedure are omitted for brevity.) which is the optimal prioritization because customers opinions and organization resources have been embedded in it. For example, the first priority according to Kano model (without considering the organization resources) goes to the banks' special attention toward each customer, where its rank has been reduced to the forth rank after extraction from the house Advancing in electronic banking. 4 Having empathy with customers. 5
Enough and proper profit than other banks.. 6
Easy access to branches. 7
Nice and proper facilities and environment (air conditioner, furniture, light…). 8
Dressed up.
9
Making customers gradually self-confident. Tending to solve customers' problems.
10
Informing customers on their account status through SMS.
11
Informing customers on the service times. Fast serving the customers. Fast and emergency service.
12
Staffs' motivation to help customers.
13
Enough and proper business hours. Carefully recording documents and information.
14 Polite and modest staffs. Meet deadline in presenting services.
15
Proper serving to customers in the first time. Enough number of employees.
16
Enough knowledge and skills to serve customers. Customers do not feel loss from the bank side. 
Row
Technical requirements 1
Identifying staffs' problems and satisfying their needs 2
Installing ATM (Automatic Teller Machine) 3
Training employees to increase their skills for better answer to customers 4 Right lead of customers 5
Interest rate based money and finance committee 6
Updating and developing electronic banking systems 7
Information bulletins and billboards 8 Installing computers to access the account status 9
Recruiting enough, skillful, and specialized employees 10 Exemption or discount in banking services fees 11
Using proper furniture and cleaning in branches 12
Attention to staffs and use of their opinions Figure 4 . House of quality matrix.
of quality matrix. Thus, whenever customers and the organization have dynamic interaction, both would benefit.
DISCUSSION
In this section, results of the present research are presented according to the main research's question and application of results of Kano's model in QFD. After comparing the results of the present research with similar studies, it gets clear that attention to customer's voice and their major needs leads to improvement in service quality level which in itself would increase customer's satisfaction. For example, among previous studies we can mention Garibay et al. (2011) , which, integrating the Kano model in QFD in the digital library section, collected customers voices, identified customers important needs, and then using this information in QFD, better understanding from the customers' needs were obtained. It is necessary for organizations to identify the important functions from customer's needs and perspectives and deliver the differently perceived values to different customers (Ko et al., 2011) . Hence, some researchers (Lin and Pekkarinen, 2011; Matzler et al., 2002; Wang and Ji, 2010) propose the Kano model to categorize the product/service functions and maximize customer satisfaction. The results of this study can be applied for strategic management. Killen et al. (2005) used QFD for strategic planning. The authors provide a detailed description and justification of the major steps of strategic planning using QFD. The results are in accordance with study of Martins and Aspinwall (2001) . They showed that improvements in teamwork skills, better communications and behavioral management are the key to successfully applying the technique.
Results of the research according to the main research's question
The main research question of the present study is as follows:
"Can integrating QFD and Kano's models present clearer view of customers' requirements? "
Integrating QFD and Kano's models presents an efficient approach and a powerful tool to change customers' needs to design of concentrated services in Refah bank. Since none of the two methods can separately satisfy customers fully, in combining the two models, customers' needs levels can be analyzed exactly. Also, some shortages and limitations present in the service's quality measurement model, such as linear relation between service's quality and customers' satisfaction can be revised using the combined model. Refah bank can meet customers' expectations by applying this approach and the ability of Kano's model to identify and evaluate technical and customers' requirements.
Thus, Refah bank, through applying the combined approach, can determine important degree of needs regarding all aspects and focus its forces and resources on improving specifications (which is more important to customers) where the organization has weaknesses. Therefore, Refah bank obtains a new prioritization for improving service quality, a dominant situation in the market, and a competitive advantage.
Results of applying Kano's model's results in QFD
Kano's model identifies and prioritizes customers' needs but it does not present methods to apply them because the organization's resources are not considered in the Kano's model. Therefore, to achieve results, Kano's model's results are transferred to the house of quality matrix in order to: 1) clarify relationship between customers' needs and technical requirements, and 2) consider the organization's technical requirements and resources.
Results of prioritization of technical and customers' requirements are as follows: a. Customers' requirements
CONCLUSION AND FUTURE RESEARCH
Since customers' satisfaction level is different for various requirements, it is important to know what specifications keep customers more satisfied. Therefore, in recent decades, many studies have been focused on service quality, measurement methods, and monitoring service's quality. Kano's model is able to consider basic, performance, and excitement quality in customers' satisfaction and is able to be used in the QFD matrix to ensure that all critical customers' requirements are satisfied. The difference of Kano's model with others is that Kano's model presents quantitative customers' satisfaction/non-satisfaction than the company's performance quality. Also, Kano's model is a dynamic method which dynamically converts customers' needs to the service quality.
The main conclusion of the present research is that the same attention to all customers' needs can waste the organization's energy. In fact, the bank will succeed in its goals if it separates customers and determines important degree of needs regarding aspects such as resources, work force, and investment. A successful bank focuses on improving specifications that are more important for customers while the bank has weaknesses in those specifications.
The following are proposed for improving service quality and customers' satisfaction:
1. Since technical and customers' requirements stress on empathy with and lead the customers, the bank is expected to improve its services' quality through the following: a) Using customer oriented methods. b) Presenting clear and understandable information to different groups of customers. c) Recruiting skillful and experienced forces. d) Training and updating staffs' information on customer orientation and treat.
2. To identify customers' needs efficiently, the bank is advised to apply research methods in different groups of Seyedi et al. 9771 customers and implement a permanent contact system with customers. In this regard, failing areas of the bank are identified. 3. As Refah bank competes with many rivals (private banks, financial institutions, etc.), it should improve all specifications, effective on customers' satisfaction through a long-term plan. Thus, it is recommended that investments should focus on performance and excitement qualities to achieve high customers' satisfaction. 4. Regarding the customers' opinions about the bank's services, it is suggested that the measures of basic requirements are improved through a short-term plan. Ignoring these measures, which have high impacts on customers' non-satisfaction, would cause high nonsatisfaction of customers.
Future research suggestions
It is suggested that the present research methodology be applied to other banks and financial and credit institutions and then the results should be compared with the present study's results to get better understanding of how improving the services quality would increase customers' satisfaction. Other methods for the QFD technique are suggested to be used. For example, using QFD in six sigma projects, TRIZ model in QFD, etc. are suggested.
